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— CERTIFICATE OF SERVICE

»»»»» I certify that I have this day served a copy of the foregoing Complaint by American
Communication Services, Inc. in Docket No. 7818-U upon the following persons by causing
copies of the same to be placed in an envelope with adequate postage affixed thereon and

deposited in the United States Mail addressed as follows:

Helen O’Leary
Assistant Attorney General

Counsel for the Commission Advisory Staff
40 Capitol Square, Suite 132
Atlanta, Georgia 30334

_ Jim Hurt, Director
Consumers’ Utility Counsel
Office of Consumer Affairs

_ 2 Martin Luther King Drive
Plaza Level East, Suite 356
Atlanta, Georgia 30334

Fred McCallum, Jr.
BellSouth Telecommunications, Inc.
- : Room 376

125 Perimeter Center West
Atlanta, Georgia 30346

This 2% day of July, 1997.

William E, Rice 7
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c ( EXHIBIT A

C. Order Processing

C1

C2

C3

C4

C5

c6

C7

C38

ACSI shall place orders for unbundled loops (and other network elements)
through completion and submission of the Service Order form specified in
the FBOG. The installation time intervals which shall apply thereto are
as expressed in subsection [V.D hereafter. ©

Order processing for unbundled loops shall be mechanized, in a form
substantially similar to that currently used for the ordering of special
access services. Automated interfaces shall be provided into a centralized
operations support systems database for determining service availability oa
loops (e.g., ISCON), confirmation of order acceptance and ongoing order
status. If made available by BellSouth to any other telecommunications
carrier, automated interfaces shall be provided in a centralized operations

support systems database for installation scheduling, confirmation of
circuit assignments and completion confirmation.

Particular combinations of elements, hereafter referred to as combinations,
identified and described by ACSI can be ordered and provisioned as '
combinations, and not require the enumeration of each element within that
combination in'each provisioning order, consistent with OBF or other
mutually agreed upon procedures.

Appropriate ordering/provisioning codes will be established for each
identified combination, consistent with OBF or other mutually agreed
upon procedures. '

When combinations are ordered where the elements are currently
interconnected and functional, those elements will remain interconnected
and functional (except for the integrated SLC).

When the open network access platform is available, BellSouth will
provide ACSI with the ability to have the BellSouth end office AIN
triggers initiated via an appropriate service order from ACSI.

ACSI and BellSouth will ne;gotiate in good faith to create a2 mutually
acceptable standard service order/disconnect order farmat, consistent with
OBF or other mutually agreed upon procedures.

BellSouth shall exercise best efforts to provide ACSI with the “real time”
ability to schedule installation appointments with the customer on-line and
access to BellSouth's schedule availability beginning in the second
calendar quarter of 1997. In the interim, BellSouth will install unbundled
loops and other network elements by the Customer Desired Due Date
(CDDD) where facilities permit.
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When available to any other telecommunications carmer or other
customer, BellSouth shall provide “real time" response for firm ocder
confirmation, due date availability/scheduling, dispatch required or not,
identify line option availability by Local Service Office (LSO) (such as
digital copper, copper analog, ISDN), completion with all service order
and time and cost related fees, rejections/errors on service order data
element(s), jeopardies against the due date, missed appointments,
additional order charges (construction charges), order status, validate
street address detail, and electronic notification of the local line options

that were provisioned. This applies to all types of service orders and all
network elements.

The Parties will negotiate in good faith to establish expedite and csmlauon
procedures for ordering and prcmsnonmg. including establishment of a
process for ACSI to request the expedite an order on a customer’s behalf.

Coaversion of Exchange Service to Network Elements

D.1

D.2

D.3

D4

D.5

Installation intervals must be established to ensure that service can be
established via unbundled loops in an equivalent timeframe as BellSouth
provides services to its own customers, as measured from the date upon
which BellSouth receives the order to the date of customer delivery.

On each unbundled network element order in a wire center, ACSI and
BellSouth will agree on a cutover time at least 48 hours before that
cutoveg, time. The cutover time will be defined as a 30-minute window
within which both the ACSI and BellSouth persoane! will make telephone
contact to complete the cutover.

Within the appointed 30-minute cutover time, the ACSI contact will call
the BellSouth contact designated to perforin cross-connection work and
when the BeliSouth contact is reached in that interval, such work will be
promptly performed. '

If the ACSI contact fails to call or is not ready within the appointed
interval and if ACSI has not called to reschedule the work at least two.(2)
hours prior to the start of the interval, BellSouth and ACSI will
reschedule the work order. '

If the BellSouth contact is not available or not ready at any time during
the 30-minute interval, ACSI and BellSouth will reschedule and BellSouth

will waive the non-recurring charge for the unbundled elements scheduled
for that interval.
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D.6

D.7

D.8

D9
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The standard time expected from disconnection of a live Exchange
Service to the connection of the unbundled element to the ACSI
collocation arrangement is S minutes. [f BellSouth causes an Exchange
Service to be out of service due solely to its failure for more than (5
minutes, BellSouth will waive the non-recufring charge for that unbundled
element.

If unusual or unexpected circumstances-prolong or extend the time
required to accomplish the coordinated cut-over, the Party responsible for
such circumstances is responsible for the reasonable labor charges of the
other Party. Delays caused by the customer are the responsibility of
ACSL '

If ACSI has ordered Service Provider Number Portability (SPNP) as part
of an unbundled loop iastallation, BellSouth will coordinate
implementation of SPNP with the loop installation.

The conversion/installation time intervals which shall apply to unbundled .
loops and other network elements shall be as expressed herein.

Service Qualitv

E.l

E.2

E3

E4

E.5

At 2 minimum, the service quality of leased network elements should
match that of BellSouth's own elements and conform to all Bellcore and
ANSI requirements applicable to the type of service being provided. In
additiqn, BellSouth will provide maintenance services on network
elements purchased by ACSI which are timely, consistent and at parity
with that provided when such elements are used for its own purposes.

Maintenance support shall be available 7 days a week, 24 hours a day.
Provisioning support shall be available at the same times at which
BellSouth installs its own bundled local exchange services.

Installation and service intervals shall be the same as when BellSouth
provisions such network elements for use by itself, its affiliates or its own
retail customers.

In facility and power outage situations, BellSouth agrees to provide
network elements leased by ACSI the same priority for maintenance and
restoration as similar elements used by BellSouth for itself or its affiliates.

The Parties agree that all interconnection arrangements and services will -
at 2 minimum be subject to technical standards which are equal to those
that BellSouth affords to itself, other LECs or other telecommunications
carriers.  This must, at a minimum, include parity in:



Port features

Treatment during overfiow/congestioa conditions
Equipment/interface protection

Power redundancy

Sufficient spare facilities to ensure provisioning, repair, performance
and availability o

Mediation functions

Standard interfaces .

Real time control over switch traffic parameters

Real time access to integrated test functionality

Real time access to performance monitoring and alarm data

Netwark Information Exchange

E.l

F2

E3
E4
ES

F.6

BellSouth shall provide ACS! with information sufficient to determine an
end user’s existing service and feature configurations.

BellSouth agrees to provide ACSI with all necessary engineering
information regarding all unbundled network elements and combinations
thereof, including information normaily provided on records such as the
detailed design layout records (DLR) for unbundled foops and circuits.

BellSouth shall provide information to ACSI on a continuing basis
required to keep ACSI apprised of engineering changes associated with
BellSouth's network elements and its deployment of new technologies.

BeliSouth shall provide ACSI with a detailed description of the criteria
and procedures used for handling facility and power outages.”

Where permitted by law, BellSouth will make available to ACSI
electronic (magnetic tape and/or diskette) and hard copies of its Master
Street Address Guide (MSAG), and any regular updates thereof.

BellSouth will provide ACSI with access to a listing and description of all
services and features available down to street address detail, including:
Type of Class 5 switch by CLLI, line features availability by LSQ, and
service availability by LSO, as well as the data elements required by
BellSouth to provision all such services and features.

Maintenance and Trouble Resolution

G.1

BellSouth shall provide automated interfaces to ACSI for field dispatch
scheduling, status of repairs and confirmation of repair completion. The
mean time to repair unbundled loops shall be equivalent to the mean time
to repair reported by BellSouth for its retail customers.
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‘ ( EXHIBIT B

AM.ERICAN COMMUNICATION SERVICES OF COLUMBUS, (NC.

(April Summary - Unbundled Loop Install Intervals)

I SCHEDULED ORDER
CUSTOMER #OF LINES  [DATE ____ JCUST TWE START FINISH _ {ELAPSED TIME |
[TOTAL SERVICE :
GROUP sb AIR197 7:00pm! 7:08} 720 12|
ROB'S RENTAL ‘!
EXPRESS 2] ANONY] 10:00AM moqL 10:50] SO MIN.
ACSUSWITCH & ’ nsl y
NODE 3 41 4/97] 10:00AM, 10: 10:46 39 '
fCOUNTRY CLUB =
APARTMENTS 4 4657 11:00AM 11:00, 11:19! 19 MIN
[RODGERS mj
MORTGAGAE 4 A 10z 1010 1213 2H4RS 3 MIN
[IORDAN SAUSAGE '
COMPANY 21-Apf] 11:00AM 12:40f 1254 14
cLus
AOMINISTRATIVE r
SERVICES 4 4R1ST 6:00AM 6:00] 6:20l 20 MIN
{OFFICE CENTER 5 421197} eoom‘ 620} 8:20f 2HRS
{COMBUTERLAND 5] 4722097 6:00PM| 8.05] 8:05] 2 HRS)
COLUMBUS
AGENCY 1 4ABIST A 9:00] 9.06} 6 MIN
MIKE STREETMAN 2| 428097 10: 10:04] _ 10:52] 48 MIN|
VICTORY 2 4298 B.00AM 81 %; TZMIN
VICTORY 1 4r9lS7, 8:00AM 825 8; 30 MIN




S10Naotd A21440 SN



610@1[9386 ON Yd/XL] L¥:0T NHL L16/S2/60

@5/22-97 13:35  BELLSOUTH REGULATORY + 852 220 8642

ANALYS13 CONDUCTED FOR
BELLSOUTH - LCSC
ATLANTA, GA - BIRMINGHAM, AL

MARCH 3, 1997 - MARCH 1), 1997

-

1

— 8 s pemm Coe L me e e e - s . fy ——

_. 51

- 1% ' 406 %29 8%817

002767

08-22-97 01:32MM

ND.955 FR1B/R€R

ro18 840



0z0@ (9586 ON Xd/XL] L¥:0T NHL L6/S2/60

' @9/22/87 13:35  BELLSOUTW REGLLATORY » 852 222 5643 NO.S55 PR1S-260

TABLE OF CONTENTS
L LETTER OF ENGAGEMENT
1 H
o FINANCIAL HIGHLIGHTS
m. SUMMARY OF ANALYSIS FINDINGS
v, SUMMARY OF WHAT WE PROPOSE
o 002768
- 02

1 gex ‘ 404 5290 6587 00-22-97 01:32PM POI9 %40



120 [9986 ON Y¥/XL)- L¥:0T QHL L6/5Z/60

per22/87 13:3 BELLSOUTH RE ATORY + 85@ 222 B64R NO.SBS  PaxR/e6e3

+

-
ﬁ DEWOLFF, BOBERG & ASSOCIATES, INC.
Rasouross fo MENTPE e Kr MMarowng DerrorTance

P.0. 8ox 21989 » Charesion. South Caroling 29413-1989 « (§00) 800-40%0

Mr. Edward A English . © March 13, 1997
Senior Director - Ingerconinection Services

BellScuth Telecommunications

675 West Peachtree Street

Atlanna, OA 30375

Dear Mr. English:
Thank you for the opporrunity you provided ua to analyze the BellScuth LCSC operatons in

Atlanta, GA aad Birmingham, AL. Our objective was to determine whether we could maks o

wonthwhile application of our systems and tralning lastallations, dasigned to reduce costs whils
improviag manager, supervisor and employee effectiveness. '

We realize that many of the thoughts we express may bsve bemn previously considersd by your
management group. Your idess, combined with ours and developed through full partidpation
during the course of the ptogram, will assurs maximum results. We consider our abilkty to inswll

our proposals, achieving predictabls and measurable results, to be the most important factor in
our usefulness to you.

In our presentstions, we have not taken time praising the many good poims we bave sesn,
because only by fasing the wesknesses, and correcting them, caa valuable results be obeained.
Qur program will consin of working with your people to correct the weaknesses we have
outlined. Naturally, our prelimdinary snalysis can only outline areas inviting more detailed study in
the application of the principles we propase. '

Although we faal there will be eormous produstivity and sorvice levd g from the
implementation of our managemer operating systern and employes skills training programs, we
are not able to put & financial value on them because of the lack of 8 historical base to measure

inst. We will, however, measure and wwack the actual levals of productivity and service 10
ensure that asceptable levels sre schieved. "

Pletse note that we are oot attempting to put a financial value on the many collateral benatks that
will come about as a result of this program, such as stronger tmamwork, quality and service
awareness, and ongoing improvements made by your peopla using this process.

- 002769
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Mr. English
Marsch 13, 1997

The total com ﬁ:rthadmlopmm training and Installation of this is Seven Humvdred
Ninsty Two Thoumad Dollars ($792,000). We anticipate wudh:“g‘:mtmuw calendar
week) on your premises, invoicing you Thirty Six Thousand Dollars (336,000) per week. All
invoices are payable weekly as invoiced. Youmydluonﬂmnﬂsmmnnuypandmn
only ba charged for time spent to daze. - —— et

[n the eighteenth week of our program, we will be prepared to discuss the noed for traasidon with
wCondmmlmrovunmSWOrmp The purposa of this service is te provide a kmited,
on-going, follow-up with your people tc; coswe that the performance dmprovements are
maximized and do not deteriorats over time.' The extent and cost for this optional servica will be
determined at this time.

So that we may use staff members already Bumiliar with your cpantions sad this proposal, we
would wppreciate your mpborizarion 1o protead today. If we are able (0 start this program an
Monday, March 17, 1997, we would plan on using the chief and selectad staff from our analysis

“to provide sontiguity. Wehokfonndtowrﬂn.wd:ywndmwﬂAudmmm )
-you will find it & rewarding experience.

Sincernly youn,

DEWOLFF, BOBERG & MW
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SUMMARY OF ANALYSIS FINDINGS
QYERYIEW
This analysis was conducted for the LCSC cperstions in both Atlanta and Blrmndmn fom -

March 3, 1997 to March 13, 1997. The purpose wus 1o identify and quantify any opportunities
that might exim 1+ improve the operations as your volume and manpower ramps up 10 meet the

foracasted volume.. .Our purposs was also to develop an Aspenash :ohat sddregsed these - ==

opportunities which was consistent with your vision for the LCSC operation xt BellSouh,

We worked with mamagers and supervisorp in their ares. The raceptivity of your management
group and employess was sxcellert 13 they shared with us thair process Sow problems,
training deficioncies and Sustnations. Ws conducted behsvioral snalyses 10 determnias how
supervisors utilized their time, supported.tbeir pecple, ed we |dsctified the consequences of
their management syle. . We puﬁmﬁd_lﬁapodemcfmm
otganizxtion to determine their atritudes concerning the roles and responsibilities of eBuctive
wpervision.  Our evaluation of your management operating systems was conducted by frst
determining the effectiveneas of the ryszem elements that exist, and second, by evaluating how
well they are being utiized by managemest to crew ths operstion and resolve operating
problems. We determinad the current level of labor productivity and the roct causes of maay
probleny which diminish productivity. Ermployee skills anslysss were conducted to identify
training needs, the degree of fledhility, and managemem participetion m organizational
development. We also studied your employee training process by reviswing the systems snd
training techniques currently i use. We conducted detulled process mapping of two msjor
products, on unbundled and & complicated restle order. This analysls of sample work
processes defined the predicuability of process compliance, procedures, practices, and the
impact these have on productivity, sarvice lead times and quality.

002771
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We conducted behavioral studies with all of your supervison, spending & day working
with them in their department. We coacluded that suparvisen spend very Unle tme
uiding, coaching, or training their people. They also have very Umlied control over
ths work flows and processes. We determined that most of their comtact with their
people was initiated by the employees and was gemenlly sperx ln a rmaciive “Hrg
fighting” mode. We did not obssve any mipervisor spending time training their
employees or recogniziog & job well done. W noted a direce corralation betwesa the

diagnostic questionaaire. The majority of their time is spent on sdministrazive activities,
from whick we sgw littils added value, or was idle / svailsble.
)

Our diagnomic assessment -indicates that your superviscry level bas o poor
understanding of the concepts of proactive mpervision, organizstional developmest,
and systems wtilization. Wi believe this passive management style is a result of 3 Iack of

an efficrive management opersring systam in LCSC which would support thelr effons . . .....
. to resolve operating problems and address training aseds. Wa also noted the absence of

management training programs which provide them with the okill ass ascessary to
fimction effectively la & sart up opersdos such as LCSC.

Your LCSC management systems contaln fragmes of most of the basic elenants
required to control an order entry operstion. However, athough many of the slecnts
wxist, they will require significart upgrades 1o makes them effective management tools.
Thoss clements which could be effective nuch as aasignment costrols &rs not deing
used by managemant to ideotify root causes of productivity, quality and sarvice

problems. There sre asignificant oppoctunities to improve the utilizsron of your - -

systems by training management on how o identify process breskdowns, causes of
rework, training needs and to provide employss fosdback.

002772
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The productivity studies whick were conducted with your service repreentatives
indicata that there was & significant oppoctuaity 1o improve your sffective use of labor.
This level of ineffective udlizazion is 8 result of unciesr sxpectations, employes akills
daficiencie, the lack of process documentation and coatrol over the work flow. These
problemmwlyhbmmup«mnlunudlhimmwfym
d-uv«acondmtyhghhvdofm-uﬂu Excmsive errory and rework are

lowering the quality of your servioe due to missed dates and sxoessive lead times The
root canees of thess probiems continue without 2z visiea M&;hpreb\-w or
developing corrective action strategies,

]
Your smployeas are ot effectively truined to maximizs thelr sidlls aad productivity.
These training deficiencies are having & negative impact oa both servics and quality.
We noted that employess must rely upon fellow employess to rescive mraising needs
without the direction cor participhtion of tha supervisors. This is Umiting productivity

a3 auployses are oonstantly interrupting follow workers ©o gs help and- direction. -~ - -

Mdywkwﬂnmwwwﬂetommnwmm
hcuapodtomwhmm.dm This sleuatioa is erpedially acuta a2 you look
forward towsrd your anricipated mmp up of opermzions &t the LCSC. The lack of
supervisory pardalpadon s reflacted 1o their poor attitude toward the subscals of
employes development as noted in our diagnostics.

Our evaluation of your basic work procssses in both resals and uabuadled, indicated
they lack process documeststion, complance, sad the aceurasy 10 pravide &
predictable, high quality cutput. Wa repeatadly cbsarved smployss skills daficiency
and erors whish ls negurively impasting beth productivity and quality, Your qurrent
leval of quallty is unascassarily low. Dus to numerous opersting problems, training
daficiencies and process non-corpliance, this lvel of quality is inflating your operating
aoms per ardar, and contributing to delays in customer service. The cusreat level of
errors ls alarming dus to the low volume level and the fact thar cuirest employees
whom we studied have been on their current joba from four months to & year. These
qmqpmmmmnmm;mmnnmmw
awareness or corrective action.
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SPECIFIC PQINTS

NO. 955 PeaE-DER

1 Supervisors do not use their tUms to direct, coach or train ther people. Their basic
mmmmnﬁhhp%crmﬁcmmnqmdmddulyﬁtbh
symptoms of recurriag problema. When an employss does bring problemy to-their
astention, supervisors often simply take the problem order upon themssives to sotve
and do aot train.  Our cbgervation of supervisory dehavior idenrified the following

results.

1Tl inlan

Only 12% of their available time is spest in any type of
supervisory intersction wigh their people. The range of time

spert la supervisory interaction with their people was fom 2 to '

22%. The tme that we did observe suporvising was typically s
reassignment of one persops’ work to & fellow employss, dus to
training deficiencles, an © an employee without

. ..comynurcating any performancs cxpevtations. We did not see

sy Jupervisor actively traire an sumployee, this.corresponds to
theirnastitads that they ‘diat metscfosl- respounsible for the
developrmant of their poople!! “‘Wer mw no evidenca of sy
supervizors altempting to  reinforee/ackacwiedga  high
performince or motivating their peopls. This passve
managemert style often results in the employees lacking
direction and claar expectations, resulting in poor productivity,
quality, and excessive lead-tines which negutively impacts your
levels of service.
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3T of their time is spent rupondlng' w quality/operating
problemns oc emergencies that are usually brougit to their
antention by thelr smployees. Ths problem solving activity was

NO.9S5 par-as@

sither: always reactive, or revponding to wall established

problams. We observed lirtle rime devoted 1o preemptive action
to kesp prodlemu fom ocourring or recuring This “fre
fighting” technique remults In an spprossh to problem solving
where supervison sddress only the symptoma of the problem.
We alto. noted that in the BellSouth culture, the spervisors
often taks orders which have problems into their office and sotve
them. They do not traiy their people. As a remili, your
problems tand 1o be recwring. We noted examples where thia
activity consumed ffom 14% to 40% of § upervisors’ day.

38% of their time is spef in sdministrative functicns mch s
estings, phone calls; reports or other paperwork which provids
linie or no sddedirmitm.. Little of this timetis spent ia planning or
aralyzing the svailabte date which woulkh'cimmr them to take
astion. This resulfs'm comtioued process Sove problems caused
by the lack of sction taken to correct the prodlemu i work
processes.  Reporting varisnces to plan should be used 25 2
managsment tool to focus resources on solving root csuses of
problems. This procasy was not evidert in our mupervisory
mudies, We noted that in the situationy where the Jupervisors
spent as [ittle as 3 1% of theis time in administrative activides, the
amourtt of time spent (8 supervisory intersction with their people
ranged from 2% 1o 22%. This tends to (adicate aa svoidasce
management style since even when time was available for direct
supervisory imteraction wAth their people they avoided their
people.

L
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13% of their time is ldle or available for other more productive
astivitiss. This indlcates the supervisors have the time available
to taks a proactive approach to managing thelr areas of
respoasibility. ‘ﬂnmudhmumﬂnhmqhy-
productivity and quality dus to the lack of direet iearaction with
the eraployess. A coupls of your mupervisors specs s third of
their time In this activity, In these slruations, the amours of time

weot i 3 supervisory interactica with ther people was selll ~

minimal The kay points are the lack of idemifying recurring
operating problenm, the lack of control over the process flow
ana the lack of support to their service represantatives.

Your supervisors perceive ihat they currently spend 15% of their
Time in supervisory functions and that ideally they would likse to
spend 15% of their dnle mipervising, This perception is
encouraging from the standpoint that they recognizs they should
be spending more time digesing their pecple, bt it s

" discouragiag whan compared idheir sctual time spent la any

supervisory function (12%)."They are doing what they belisve
they should be doing and the real problem is the lack of darity in
roles / responnibilities, poor skill sets and unclesr expactations as
t0 what they should be doing.
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BELLSOUTH - LCSL
ATLANTA - BIRMINGHAM

DIAGNOSTIC ASSESSMENT OF SUPERVISOAY SKILLS
OVERALL SCORES

W8 SATISFACTORY  70% to 100%
[ MARGINAL 80% o 69%
E UNSATISFACTORY 0% to 58% |

1cx:,‘ . 1(’:’6
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T
80% - 80%
40% 0%
y
20% 20%
0% o
SUPERVISORS MANAQGERS TOTAL
| PERCENT APPROPRIATE RESPONSE
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- 61
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BELLSOUTH - LCSC
-~ ATLANTA - BIRMINGHAM

SUPERVISORY SKILLS ABSESSM.EN’.I'

POPULATION DISTRIBUTION

MR SATISFACTORY
3 MARGINAL

BB UNSATISFACTORY 0% to 5%

70% to 100%
80% to 89%

SUPERVISORS MANAGE
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BELLSOUTH - LCSC
ATLANTA - BIRMINGHAM .
- SUPERVISORY SKILLS ASSESSMENT
BY SUBSCALE

B SATISFACTORY  70% to 100%
C32 MARGINAL 680% to 9%
Wl UNSATISFACTORY 0% to 89%

ND.955 PR31-063

e 20% % e% W% 00%
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DEQREE OF INVOLVEMENT
ACTIVE VB. PASBIVR

WORK ASSIGNMENT & FOLLOW-UP
SHORT TERN VB, LONQ TEAM

* - ~BMPLOYEE TRANING
. INVGLVED V8. UNINVOLVED

’Funcm PREFERENCE
SUPERVISING VS, WORKING

REPOATING
UBEPUL V8, NOT UBEPUL

PREDOMINANT ROLE
SUPPORTIVE VB. PUNITVE

PLANNING
IMPORTANT V8. UNIMPORTANT

TEAM ASSOCIATION
GACUP ORIENTRD VB.INOIVIOUAL

STANDAROS
VALID VS, INVALID

SOURCE OF MOTIVATION
RESPONSIILE V3. NOT REBRONSISLE

CHANGE POTENTIAL
OPTMISTIC VB. PESBIMISTIC

COMMUNICATIONS
TWO WAY VB, ONE WAY

L

4 4 -

% [ ) aa% «% «wo% 100%
PERCENT APPROPRIATE MEBPONSE
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Diagnoatic aasesament indicatos that your supervisors have a poar undervianding of the
concepts of effective supervision. Their overall score of 61% is well below the 700 !
mimrmum for an scceptable level of undermanding. The fact that on several subgcales
the managery’ scores are not significantly highar than the azpervisory’ indicates & lack of
positive role modeling. The poor sttitudes in the arens of work flow conirol, smployes ;
development and sysems is reflectadia the passive management attituds we ooted in
our supervisory studies. Soms specific arwas of weskness include:

-  DEGREE OF INVOLVEMENT - The managers' score of €3%,
and the supervisore' mraﬁ!!%.iﬂkﬁumpumm
of supervision with minimal Lovolverant with thelr people. This
correlstes with the small amoust of time we cbserved them
sctually spending ia supervisory functions. (12%) Whma
employees did bring problem orders ta their supervisorn they
.. . . _.typwally reacted by ecither giving the problem to another - .
employes Ot by solving the problems thamseives, [n either
‘sitaation, the employees did not recaivy feedback ve training.

- WORK ASSIGNMENT & FOLLOW-UP - Ths wpervisors'
score of 51%, indicate that they gererally believe in giving long
term msignments wid vague expectations, and providing
follow=up on an inffequent basis. This arttuds is consistent with
the behaviors we observed in our studies, s we did not observe
aty of the suparvisors aMign work by comwsunication
expectations relasive to quality or productivity. We also did not
sos supervision lavolved i systevnaric follow up or mositoring
of work in progress. These situations do not permit the timaly
resolution of problems.
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EMPLOYEE TRAINING - The managen' scors of S0%, and
the supervisory' score of S1% indicats they do not accept the
respoasibility for training employeen, and do oot feal they newd
to pusticipate in theit developmers. They belisve that empioyee
development s some oue elses’ regponalbility, suck as BellSouth
corporate staff fmnction. dﬁublua.ls—a-nltow‘..
loara from ancther employee, failing 10 recognize that the skifls
required to parform an activity are differemt Sam thoes -quired
. 1o teach that activity. This perception aad practics remults in the
comimution of "bud” hadits and ineFective methoda, instead of
support they dessrve. The fact thaz the Managers' sore is
lower than the superviscrs indlextes that thelr is 2 lack of
positive role modeliag,
1

FUNCTIONAL PREFERENCE - The managers' scars of 50%
and 'the supervisary’ score of S1%, ladicats they ars more
cornfortable is doing the work themseives, than in directing their
people. This coincides with our wudies, i which obsarved the
supervisors frequently solving problem orders by taking the
order themsaives to respond the problem without training their
people. The fiact that the managers’ swore is lower that the
supervisors agsin polars to tbe lack of proper role modeling to
solve this problem of management rols mnd responsibllities. It
also indicates that the emire mamgemems structure teods (o
function at a level lower thys thewr title would indioats.
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REPORTING - The supservisors' score of S3%, indicare 2 poor
undernanding of the purposs of reporting ia the LCSC operating
sysam. Their psrception is that reporting is an indicazion of &
lack of Trust from managemert (xther than = means of
communication. They feel the reports are of lintle value to thern
individually, This results i a lack of spport ed foous from
mamagement which perperustes the operating problams evident
in thelr e7eas. This poor srxtitude is compounded by the St that - -
the reportng elements of your opersting synaru are either
weakly or moothly which doss not support the timely resohuicon
of problens. The managers' score of 63% (s promising,
however, the large difference in perceptions tands to indicste the

_ lask of training by the managars of their supervisors. This
highlights the need for 3 formal munagement developman
program. )

PREDOMINATE ROLE - The managers' score of S7T%, aad the
supervisony’ cors of 62% lndicstes thit masy befieve their
primary function is to maintain disciplise in their department,
and take punittve action when necesanry. Thsy do oot
understand that their primary fanetion is t0 support their people
and provide positive feedback whenever possible. Thia lack of
support diminishes productivity, quality and ordsr tura around
time. It also will generally lower morale of the eaployees and
complicate your effbrts to build an effective LCSC operstion.
E‘.ﬁ_ﬁgﬁritﬁvﬁngn&i.lol
higher thas the supervisors and reinforoes the poax again about
the lack of positive role modeling.
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